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Abstract 
Customers are very important for the success of an educational institution or company. An educational 
institution must establish a good relationship with the prospective customer and existing customers in order to 
maintain and grow customer loyalty. The purpose of this research is to identify the features of an Mobile 
Parent Desk application needed by parents and school, designing Mobile Parent Desk application according to 
the needs of parents and the school, implementation plan  of an  Mobile Parent Desk application. Respondents 
in this study consisted of two groups: parents and school. The method of analysis used in the research 
including factor analysis, 7C framework, and descriptive statistics. The final result of this research is an e-
CRM application - Mobile Parent Desk with features developed from 7C framework.  
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1. INTRODUCTION 
The increasing of educational institutions are increasingly more competitive to encourage competition among 
educational institutions that one with another educational institution. Customers are very important to the 
success of an educational institution or company. According to Judy Strauss and Raymond Frost (Strauss & 
Frost , 2010, p . 355 ) ,  the costs incurred to acquire new customers five ( 5 ) times more expensive than 
retaining existing customers. Therefore an educational institution should maintain and foster customer loyalty. 
With the development of information technology, an educational institution can use the internet to build a 
good relationship with Based on the results of a survey conducted by Asosiasi Penyelenggara Jasa Internet 
Indonesia (APJII), cell phone (mobile) in the first position for the type of device that is often used to access 
the Internet. On the phone there are some operating system such as Android, iOS, RIM, Microsoft, Bada and 
Symbian. Android became the ruler of the market share for the operating system (OS) on mobile phone users 
continues to increase. 
From some of the obstacles encountered, the school can build a system of e-CRM application to create a 
mobile-based communication and information delivery process that makes it easy for parents to access 
information either agenda, grades, letters of invitations, announcements, timetable, exam schedule , 
extracurricular schedule, provide a discussion space for parents who wish to inquire or share knowledge about 
children's education and help schools to facilitate the delivery of information that is personal to parents. The 
implementation of e-CRM applications are expected to enhance relationships, parent satisfaction and loyalty 
parents to continue their education to a higher level in school. As well as the application of e-CRM can be a 
competitive advantage  in serving parent as customer. 
 
2. LITERATURE REVIEW 
 
According to Greenberg (Greenberg, 2010, p. 8), customer is an individu or group that buying goods or 
services refrence to its price and benefit. In this research, parent of the student is the customer. As  Plevyak & 
Heaston (Wang & Yang, 2010) said, parent is the play the main role in the education system. In building good 
relationship with customer, Schiffman & Kanuk (Schiffman & Kanuk, 2010, p. 29) said , there are  4 drivers 
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to build good relationship with customer, such as  customer value, customer satisfaction, customer trust, and 
customer retention.According to Rayport dan J. Jaworski  (Rayport & Jaworski, 2003, p. 150), 7C framework 
is a framework which is used as a guide to build customer interface. In the comparative analysis, the 7C 
framework can be used in mobile context (Pousttchi & Wiedemann, 2010, p. 347 348).  Hoffman & Bateston 
(Hoffman & Bateson, 2008, p. 328) said , SERVQUAL is the guidelines to measure the customer perception 
and satisfaction in five dimension of service quality. As Zeithaml, Bitner & Gremler (Zeithaml, Bitner, & 
Gremler, 2006, p. P111) said , SERVQUAL is the important element of customer perception. According to  
Bitner & Huber in the journal (Omar, Abu, Sapuan, Aziz, & Nazri, 2010), service quality is the whole 
customer impression related to the superiority of services. 
As Singgih Santoso (Santoso, 2010, p. 57) said , analysis of factor try to find interrelationship between 
variables which are independent one and another. As  J.Supranto (Supranto, 2010, p. 26) said , factor analysis 
find new variable as factor which is fewer than the original variable.  
According to Supranto in journal (Dwipurwani, Maiyanti, Desiani, & Octarina, 2009), factor analysis is the 
procedure used to reduce the original variable of the factor. 
Satzinger, Jackson & Burd (Satzinger, Jackson, & Burd, 2010, p. 60) said , Object-Oriented Analysis (OOA) 
define the interaction of all object that work in the system in order to show the user interaction. Whitten et al. 
(Whitten, Bentley, & Dittman, 2009, p. 25) said , object oriented analysis and design (OOAD) is a tool and 
technique to develop the software application. 
 
3. METHOD OR RESEARCH 
3.1 Research Design 
The research method used in this research is descriptive method. Descriptive method to know and be able to 
explain the characteristics of the variables examined in the study (Sekaran, 2007, p. 158). In this study, 
descriptive method as we can see in table 1, is used to determine the features of the services needed by parents 
and schools, conduct in accordance with the application design features that have been identified, and system 
testing. 
 
Table 1 Research Design 
Purpose of 
Research 
Research 
Method 
Unit Analysis Time Horizon 
T-1 Descriptive Individual Children’s Parent 
Organization School 
Cross-sectional 
T-2 Descriptive Organization  School Cross-sectional 
T-3 Descriptive Organization  School Cross-sectional 
Description:  
T-1: Identify the features Desk Mobile Parent needed by the parents and school 
T-2: Designing the Mobile Parent Desk needed by parents and school  
T-3: Plan the implementation of  Mobile Parent Desk application 
 
3.2 Data Collection Method 
Data collection methods used in this research is use interview, literature study, and questionnaires. 
3.3 Analysis Method 
Below as shown in table 2 is the method of analysis used as tools in research and data processing results. 
Table 2 Analsis Method 
Purpose of Research Analysis Method 
T-1 Factor Analysis, 7C Framework 
T-2 Object Oriented Analysis and Design (OOAD) 
T-3 Statistic Descriptive 
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3.4 Number of Samples and Sampling Technique  
In this research, there are two groups of samples there  are  parents and school. For taking samples, researcher 
using Slovin formula. 
 
                                         Number of Sample ( n ) = N / (1 + Ne²)  
Where : 
n = Number of Sample 
N = Number of Population 
e = Error tolerance  
 
The sampling technique for the children’s parent probability sampling- proportionate stratified random 
sampling, where researcher will collect samples from each stratum, namely the parents of grade 1 to grade 6 
are proporsional. And for school sample, also uses probabablity sampling by random sampling, where 
researchers will collect samples at random for existing teachers and leaders in School. 
 
4. DISCUSSION AND RESULT  
4.1 Features of Mobile Parent Desk    
By using the theory of  7C framework as a basis  theory used in the design of e-CRM applications-Mobile 
Parent Desk, in the Table 3,  features contained in the Mobile Parent which is divided into 7C elements, there 
are: 
 
 
Table 3 Mapping Item Statement and Feature 
Variable Item Statement Feature 
Context 
 
Context1 User friendly 
Context2 The Colors are Easy On View 
Context3 Speed 
Content 
 
 
 
 
 
 
 
 
 
Content1 Parents Personal Data 
Content2 Children Personal Data 
Content3 Lesson Schedule 
Content4 e-Agenda 
Content5 Extracurricular Schedule 
Content6 Exam Schedule 
Content7 Grade 
Content8 Attendance 
Content9 Academic Calendar 
Content10 News and Events 
Content11 Vision, Mission and School Facilities 
Content12 Education program 
Content13 Payment Status 
Community Community1 Discussion Forum  
Customization Customization1 Change Application Theme 
Customization2 Chane Password 
Communication 
 
 
Communication1 Discussion Forum  
Communication2 Personal Message 
Communication3 Frequent Ask Question (FAQ) 
Communication4 Testimonial 
Communication5 Critique / Advice 
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Communication6 Announcement 
Connection 
 
Connection1 Links to Education Sites 
Connection2 Links to Buddhis Sites 
Connection3 Links to Online Study Sites 
Commerce Commerce1 Registration to Higher Education Level 
 
To finding the features needed by parents and schools, researcher using the media questionnaires distributed 
to the parents and the school, then the results of the questionnaire to the validity test and reliability test. After 
valid and reliable, will be followed by a factor analysis. Factor analysis is used to determine the features that 
are needed by parents and school. Based on the results of the factor analysis processing, a group of parents 
found six factors: accessibility factor, personalization and communication factor, flexibility factor, 
convenience and community factor, informative factor, and the connectivity factor. As for school groups are 
also found six factors: communicative factor, informative factor, interaction factors personalization factor, 
and ease of connectivity and community factors. From the obtained features are then mapped in the 7C 
Framework as shown in table 4. 
Table 4 Mapping 7C Framework of Mobile Parent Desk 
 
Context 
 
Aesthetically dominant 
   
Functionally dominant 
 
      
      Integrated 
 
Content 
 
    Product dominant 
 
 Information-dominant 
 
 
Service dominant 
 
Community 
 
      Nonexistent 
 
           Limited 
 
       Strong 
 
Customization 
 
         Generic 
 
Moderately customized 
 
 
Highly customized 
 
Communication 
 
One- to-many,       One- to-many         one-to-one              one-to-one 
 nonresponding         responding            nonresponding        responding 
 user                           user                     user                           user 
 
Connection 
 
     Destination 
             
               Hub 
 
     Portal 
 
Commerce 
 
         Low 
 
          Medium 
 
 
High 
 
4.2 Design of  Mobile Parent Desk 
Based on the features described in the previous section, this section will explain in detail the design of  
Mobile Parent Desk. 
4.2.1 Implementation of Features Into Sytem Design 
E-CRM is the right system to be applied to School. Designing e-CRM aims to assist school in addressing the 
problems that occur at this time and make the features needed by parents and school.  
The proposed types of e-CRM is operational CRM. The interaction of parents with e-CRM application is 
classified as customer-touching, which includes three phases, namely acquire, enhance, and retain. 
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5. Conclusions and Recommendations 
5.1 Conclusions 
Based on the discussions that have been described, some of the conclusions that can be taken include: 
1. The features of Mobile Parent Desk applications needed by parents and schools were developed based on 
7C Framework is a user friendly (easy to understand and use), the color that is easily seen, speed, Parents 
personal data, chidren personal data, schedule timetable, e-agenda, extracurricular schedules, exam 
schedules, grades, attendance of children, academic calendar, news and events, Vision, Mission, and 
school facilities, educational programs, payment status, discussion forum, change app theme, changing 
passwords, personal messages , Frequent Ask Question (FAQ), testimonial, criticism / suggestions, 
announcements, links to educational sites, links to Buddhist sites, links to websites online learning, new 
registration, and registrattion into higher level education. 
 
2. Mobile Parent Desk application is design in the 4 access rights, namely the public access permission, 
parental permissions, teachers permissions, and the admin permissions. 
 
3. Based on the results of testing the system include verification testing, validation testing and prototype 
testing. The results of the verification test, validation test and  prototype test, the application is to  
 
5.2 Suggestion 
Some suggestions can be given to the School , such as: 
1. The application of Desk Mobile Parent need to  be maintained and developed both a more attractive 
appearance to meet the features needed by parents and schools. And the development of applications that 
are not only developed the android operating system, but also on other operating systems such as RIM, 
iOS, and Symbian. 
2. School must increase resources in order to support the implementation of the  Mobile Parent Desk. 
Resources needed include hardware requirements, software, network and human resources. 
3. The application of Mobile Parent Desk  should be implemented to support better service to parents. As 
well as with the Mobile Parent Desk app is expected to be a competitive advantage in serving the School 
parents. 
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